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ABSTRAK
Studi ini menguji pengaruh hubungan pelanggan, hubungan pemasok, dan hubungan internal 
dengan kinerja rantai pasokan di sektor UKM. Data dikumpulkan dengan survei kuesioner 
dari 114 bisnis UKM di makanan, minuman dan pakaian. Pendekatan Structural Equation 
Modeling (SEM) digunakan untuk menguji hipotesis. Hasilnya memberikan dukungan untuk 
hipotesis yang diajukan. Hasil menunjukkan bahwa ada pengaruh hubungan Pelanggan 
terhadap Kinerja Rantai Pasokan, Ada pengaruh Hubungan Pemasok terhadap Kinerja 
Rantai Pasokan, dan ada pengaruh dari Hubungan Internal terhadap Kinerja Rantai 
Pasokan. Sehingga penelitian ini dapat membawa manfaat untuk meningkatkan kinerja 
rantai pasokan UKM.
ABSTRACT 
This study examines the influence of customer relationships, supplier relationships, and 
internal relationships with supply chain performance in the SMEs sector. Data were collected 
by questionnaire survey from 114 SMEs businesses in food, beverages and clothing. 
Structural Equation Modeling (SEM) approach was used to test the hypotheses. The results 
provide support for the proposed hypotheses. The results indicate that there is an effect of the 
Customer link towards Supply Chain Performance, There is an effect of Supplier Linkage 
towards Supply Chain Performance, and there is an effect from Internal Linkage toward 
Supply Chain Performance. So that this study can bring benefits to improve the performance 
of SMEs supply chains.
Keywords:  Supply Chain Management, Customer Linkage, Supplier Linkage, Supply 
Chain Performance, SMEs
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1.  Introduction
 The latest business environment 
dictated that the competition had been 
moving from a single organization model 
to supply chains (Stadtler and Kilger, 2005; 
Bhavana et al., 2018).  All business keep 
competing to fulfill the customer needs, 
whom nowadays are getting even smarter 
choosing what they need. Every firms with 
such a never ending effort to their end, 
optimizing performance, productivity, and 
even faster services; also developing wide 
variety of new inventions for surviving the 
markets (Martin et al., 2018).
Small and medium-sized enterprises 
plays a key role in the national scale economy 
around the globe, generating employment 
and value added, and contributing new 
innovations. Better way to wider markets 
can strengthen SMEs’ role, but the trade and 
investment barriers underestimate SMEs’ 
part, however, lack of physical and ICT 
infrastructure holds up SMEs from operating 
more efficiently accessing international 
markets at good costs (Long et al., 2017). 
Globalization gives new opportunities for 
SMEs to participate in the wider economy, 
but SMEs are way far behind in the digital 
transition era; and these effects are needed to 
be taken into a careful consideration as well 
(Shinhee et al., 2018).
According to Masnita et al., (2017), 
Martin et al., (2018), company’s part that 
receive the most considerable attention is 
the supply chain. Supply chain management 
concept is born from all part role such as 
supplier, customer, manufacturer, distributor, 
and retailer (Pujawan and Mahendrawati, 
2010; Steve et al., 2017). While customer, 
supplier and internal firm were used as supply 
chain characteristic to search the impact 
for firm’s supply chain performance. Well-
integrated supply chain becomes the prior 
business strategy to improve supply chain 
performance. The management of supply 
chain could help to improve organizational 
productivity through supply chain linkages, 
such as, internal, supplier and customer 
integration (Gunasekaran et al.,2004). Some 
study proved that effective supply chain 
management has increasingly significant 
securing the advantage competitive and 
upgrade organizational performance 
(Trkman et al., 2010). 
Assumed that SCM has become leader 
operation strategy position to companies who 
had seriously applied the SCM practices over 
past years (Samuel et al., 2011). It is known 
that strategic advantages could be driven 
from well-integrated supply chain. But, the 
section of SC performance measurement has 
not given satisfaction for some researchers 
(Holmberg, 2000; Gunasekaran et al., 
2001; Chan and Qi,2003; Chanet al., 2003; 
Gunasekaran et al., 2004; Folan and Browne, 
2005; Parket al., 2005; Shepherd and Gunter, 
2006)
Previous study using quantitative 
measurement for the SCP variable, said that 
better result could be achieved by creating 
strategic alliance with part of their own 
company internally (Beth et al., 2003). To 
measure SMEs who have SC and do the 
strategic alliance with them, qualitative 
measurement used for the SCP variable 
such as, flexibility of SC, Integration of 
SC, Customer responsive and Supplier 
performance.
2. Literature Review And 
Hypotheses 
Literature Review And Hypotheses 
Many firms who achieved significant and 
competitive advantage, they configure 
and manage the supply chain process and 
operation (Dyer and Nobeoka, 2000; Kannan 
and Tan, 2003). The competition in global 
scale ask for linkage between suppliers, 
internal process and also with customer  to 
maintain the information flow.
User and industrial buyer-seller, both 
relationships are very complex. However, 
shared information between business units 
and with suppliers also with other strategic 
alliances is needed. Based on that, there are 
three crucial major components i.e.: supplier 
linkage, internal linkage and customer 
linkage. 
There is a degree of linkages between 
automotive parts suppliers and automobile 
manufacturers. And the concluded 
significant linkages are demonstrated by high 
correlation coefficients of the P/E ratio of 
auto parts suppliers and auto manufacturers 
explored by Ramcharran (2001).
2. 1  Customer Linkage and Supply 
Chain Performance
 Article Planning, implementing, and 
evaluating successful relationships between 
the one who provides and the one who 
receives, wether upstream or downstream of 
the supply, are concerned with the Customer 
linkage (Quan Zhu et al., 2017). Followed 
by the customer relationships management 
(CRM), focus is not only on inbound 
customer relationships but the outbound 
as well. Customer linkage is assigned with 
the ability to deliver the meaning of the 
product’s right to customers in wide scale, 
on the right time, at the right place, and in the 
right quantity with the correct invoice (Syed 
et al., 2017). According to Beamon (1991), 
Quan Zhu et al., (2017), supply chain have 
two different performance measures and one 
of them is customer relatedness. As Wines 
mentioned in his study (1996), what made 
customer related to the requirements for 
mass customization personalized service has 
made customer relationship an important 
SCMPs (Wines, 1996). Therefore, the 
customer relationship is an important element 
for improving relationship coordination 
and collaborative effort across members 
of the supply chain (Wadhwa et al., 2006). 
Referring to this circumstances, hypothesis 
developed is:
H1 :  There is an effect of  Customer linkage 
towards Supply Chain Performance
2.2 Supplier Linkage
According to (Li et al., 2006a, 
b; Mentzer et al., 2001) Information 
sharing refers to which information is 
communicated effectively among the supply 
chain internal members. On the other 
side, supplier linkage deals with linkage’s 
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strategic between suppliers, including the 
suppliers during the design stage of the 
new product, in production planning and 
inventory management, developing a rapid 
response order processing system with 
suppliers, to reassure the reliable delivery by 
placing a supplier network, and exchanging 
information with the suppliers (Manojkumar 
and Kant, 2018). Therefore, participants in 
the supply chain could understand each other 
better and, accurately respond to the ever 
changing customer requirements (Collin et 
al., 2009; Cher-Hung, 2014; Markus et al., 
2017). According to this understanding, the 
hypothesis developed is:
H 2 :  There is an effect of Supplier Linkage 
towards Supply Chain Performance
2.3 Internal Linkage
Previous studies provided enough 
evidence that a right and proper management 
of information quality within and across 
the organization could be a source of the 
competitive advantage (Kim, 2006; Koh 
et al., 2007). Internal linkage deals with 
an easier access to operational data from 
the integrated database, highly integrated 
information system that links to various 
internal departments of an organization, 
access to information of inventory through 
supply chain, recognizes the inventory 
status in real-time, make use of a computer-
based planning system between marketing 
and production, and with a high degree 
of information system integration for 
production processes (Lin-Hua et al., 2018). 
Accordingly, the hypothesis is:
H3 :  There is an effect of Internal Linkage 
towards Supply Chain Performance
3.  Methods  
The research is done through the 
SMEs companies which engaged in various 
business fields. The population sample 
taken from some called Customer, Supplier, 
Internal, and Performance chain supply 
companies that were used as a sample. 
From the total number of sample taken, 
some 108 focused samples on small and 
medium business with the percentile of CEO 
positions 34.25% over 37 samples, with 
31.48% manager position over 34 samples, 
and who answered others  is up to 36.111% 
with sample size 39 respondents. And type of 
businesses engaged in the field of fashion is 
up to 28.703% over 31 samples. And type of 
business in food and drinks  is up to 35.185% 
over 389 samples. And who answered other 
36.111% over 39 samples. And as for the 
long business standing, the less from one 
year  is up to 47.22% or 51 samples, and 
who answered 2-3 years is up to 28.703% 
with a sample of 31 and who answered 3 
years more is up to 24.074% of 26 samples. 
Diversity of data contained in research this 
strengthen that research data this have level 
Low doubt. This data sample taken of 108 
different MSMEs, and processed through 
the SPSS program and also AMOS.
Validity and Reliability
Measurement variable has been priory 
carefully measured. By increasing the supply 
chain management (SCM) performance by 
lowering costs, shortening delivery times, 
providing appropriate feedbacks, keeping 
inventory levels low, and increasing the 
reliability, can improve relationship business 
processes which in turn, improves the supply 
chain management (SCM) performance 
(Davis, 1993; Krajewski et al. , 2005; 
Mason-Jones and Towill,1997.
When Supply Chain Performance 
taken from literature Brewer and Speh 
(2000, 2001). for Supplier Linkage and RI 
taken from literature Kannan and Tan (2003). 
Validity and reliability test is for improve 
clarity academics and entrepreneurship. This 
was followed with test validity level high. 
With results Cornbach’s Alpha all > 0.6 
then whole indicator from 1 - 19 is reliable 
(consistent). Table 1 shows all values of sig 
<0.05 and also r > 0.3, all of them are valid. 
With that no indicator is omitted. Reliability 




Table 1. Variable Measurement 
Variabel Item r 
CL Shares product information with customers electronically 0.861 
Accepts customer orders electronically 0.878 
Interacts with customers to forecast demand. 0.797 
Has an order placing system that is fast and easy to access. 0.837 
Shares order status with customers during order scheduling. 0.873 
Shares order status with customers during product 
manufacturing 
0.849 
Shares order status with customers during product delivery 0.890 
SL 
  
Has strategic linkages with suppliers in the supply chain. 0.875 
Involves suppliers during the design stage for new products 0.923 
Involves suppliers in production planning and inventory 
management. 
0.912 
Has a rapid response ordering processing system with suppliers 0.915 
Has a network supplier that assures reliable delivery. 0.901 
Uses information technology well to exchange information with 
suppliers.   
0.833 
IL Has an integrated database for production, logistics, distribution 
and vendor information. 
0.927 
Has easy access to key operational data in this integrated 
database 
0.912 
Has a highly integrated information system to link internal 
departments 
0.968 
Has access to inventory levels in the supply chain 0.797 
Can retrieve inventory status in real time 0.918 
Utilizes a computer-based planning system between marketing 
and production 
0.933 
Has a high degree of information system integration for 
production processes 
0.890 
SCP More accurate costing 0.910 
Increase in coordination between departments 0.927 
Increase in coordination with suppliers 0.909 
Increase in coordination with customers 0.888 
Increase in sales 0.826 
  
 
4.  RESULTS 
        Following table 2 is results from processing data already do researchers using 
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4.  Results
Following table 2 is results from 
processing data already do researchers 
using AMOS software. In the SEM model, 




Table 2. Goodness of Fit Measurement 





(cut-off value) Conclusion 
X² (Chi-
square) 697,544 Expected small Not goodness of fit 
Significance 
probability 0.000 ≥ 0.05 Not goodness of fit 
RMSEA 0. 093 ≤ 0.10 Goodness of fit 
NFI 0. 848 ≥ 0.90 Marginal fit 
RFI 0 830 ≥ 0.90 Marginal fit 
TLI 0.908 ≥ 0.90 Not Marginal fit 
CFI 0. 918 ≥ 0.90 Not Marginal fit 
 
 
From the results table 3 could concluded that with air like approach used produce 
various different model conclusions.  
Table 3 - Hypothesis 
   
With these data then can concluded between Customer Linkage, supplier linkage,  
and Internal Linkage is not have linkages in assessment supply change management 
performance (Figure.1). 
Hypothesis Direct effect Estimate SE CR P Decision 
H 1 
Customer Linkage 
--> Supply Chain 
Performance 






0.111 142 781 0.435 Reject 
H 3 
Internal Linkage 
---> Supply Chain 
Performance 
0.356 093 3.833 0.000 Accept 
From the results table 3 could 
concluded that with air like approach 
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(cut-off value) Conclusion 
X² (Chi-
square) 697,544 Expected small Not goodness of fit 
Significance 
probability 0.000 ≥ 0.05 Not goodness of fit 
RMSEA 0. 093 ≤ 0.10 Goodness of fit 
NFI 0. 848 ≥ 0.90 Marginal fit 
RFI 0 830 ≥ 0.90 Marginal fit 
TLI 0.908 ≥ 0.90 Not Marginal fit 
CFI 0. 918 ≥ 0.90 Not Marginal fit 
 
 
From the results table 3 could concluded that with air like approach used produce 
various different model conclusions.  
Table 3 - Hypothesis 
   
With these data then can concluded between Customer Linkage, supplier linkage,  
and Internal Linkage is not have linkages in assessment supply change management 
performance (Figure.1). 
Hypothesis Direct effect Estimate SE CR P Decision 
H 1 
Customer Linkage 
--> Supply Chain 
Performance 






0.111 142 781 . 35 Rej ct 
H 3 
Internal Linkage 
---> Supply Chain 
Performance 
0.356 093 3.833 0.000 Accept 
With these data then can concluded 
between Customer Linkage, supplier 
linkage,  and Internal Linkage is not 
have linkages in assessment supply 





                                          Figure 1. Model Tes 
 
5.  CONCLUSSION 
        Linkage between Customer, Supplier Linkage and internal Linkage against 
performance chain supply company. Collection data is done to internal actors of SMEs. 
Research this could prove, strengthen, or weaken influence that has been given to give 
theoretical contribution to the company in the SMEs  sector. 
        The proposed research model allows researchers to praise the existence of 
influence from relationships with consumers, suppliers, and internal organizations to 
performance chain supply a company. The proposed research model to allow 
researchers to influence their influence between the three instruments studied to 
performance chain supply. 
        With research and exploring relationship between activity and chain supply 
performance, it can produce a chain supply strategy increase in effectiveness and 
efficiency levels of a company, so the level of chain supply performance will be high. 
Because effectiveness and efficiency are a key indicator for supply chain performance  
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With research and exploring 
relationship between activity and chain 
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of chain supply performance will be high. 
Because effectiveness and efficiency are a 
key indicator for supply chain performance 
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